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this advisory.”4 The Order further required providers to furnish subscribers with certain warning 
stickers.’ 

On July 26, 2005, the Enforcement Bureau released a Public Notice, in which it stated that “it 
will not initiate enforcement action, until August 30, 2005, against any provider of interconnected 
VolP service regarding the requirement that it obtain affirmative acknowledgement by every existing 
subscriber on the condition that the provider file a detailed report with the Commission by 
August I O ,  2005 , , . .”6 The Bureau stated that the report must include: ( I )  a description of actions 
taken to advise subscribers; (2) a quantification of how many subscribers have submitted an 
acknowledgement and an estimate of the percentage of subscribers that will not do so by August 29; 
(3) a description of  efforts to fiirnish subscribers with warning stickers; (4) a quantification of how 
inany subscribers were not sent an advisory; (5) a description of actions planned towards subscribers 
that do not submit an acknowledgement; (6) a description ofthe way in which acknowledgements 
are maintained; and (7) a designation of a person responsible for compliance efforts? This letter 
contains Time Warner Cable’s report. 

Using its own upgraded hybrid fiber-coaxial cable-television facilities, Time Warner Cable 
provides an IP-based voice service under the brand name “Digital Phone.” Time Warner Cable 
began providing Digital Phone service more than two years ago in select operating divisions. It now 
provides the service throughout its footprint. As ofJune 30, 2005, Time Warner Cable had 
approximately 614,000 Digital Phone subscribers. 

When subscribers order Digital Phone service, Time Warner Cable dispatches professional 
technicians to install an embedded multimedia terminal adapter (or “eMTA”), which is a voice- 
enabled cable modem that contains an RJ-l I outlet. Like traditional cable modems, eMTAs are 
powered by electricity drawn from a standard power outlet at the customer’s premises. Time Warner 
Cable’s eMTAs do. however, contain a battery back-up that is good for at least four hours of service. 

Unlike IP-based voice services that use the public Internet, Digital Phone is not intended to 
be a “nomadic“ service. This is not simply a matter of Time Warner Cable’s terms of service, 
which prohibit customers from moving the eMTA.* It is also due to the nature of Time Warner 
Cable’s Digital Phone service. which is designed not to be used in connection with the Internet, but 

’ Id. 7 48. 

,see ;d. 5 

‘ Public Notice at 2 .  

I d  at 2-3. 7 

’ Sec Time Warner Cable Digital Phone Subscription Agreement, 8 2(i) (“Transfer o f .  . . the 
Operator’s Equipment by Subscriber to any other person or entity, or to a new residence or other 
location. is prohibited.”). 
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rather to work over Time Warner Cable‘s cable-television facilities. Indeed, in virtually all cases, 
Time Warner Cable‘s eMTAs simply w i l l  not function if moved.’ 

Since launching Digital Phone service in early 2003, Time Warner Cable has ensured that 
Digital Phone service has included Enhanced 91 1 capabilities. This E91 1 service i s  provided by 
sending automatic number information (“ANI”) and automatic location information (“ALI”) directly 
10 public safety answering point (“PSAP”) emergency dispatchers over the existing wireline 91 1 
network. I n  addition, Time Warner Cable does not begin providing Digital Phone service to 
subscribers in a given area unless and until the E91 I service is tested and certified by the local 
PSAP. 

Because it uses the existing wireline 91 1 infrastructure, Time Warner Cable’s E91 1 service is 
virtually identical to that provided by incumbent LECs. Unlike the twisted copper wire used by 
incumbent LECs, however, the fiber and coaxial wire used in Time Warner Cable’s systems does not 
carry power. Thus, a commercial power failure can cause eMTAs to stop functioning,” though 
Time Warner Cable’s eMTAs do have at least four hours o f  battery back-up power. In addition, 
power outages may affect some o f  the equipment between the subscriber and the head-end (because 
not all such equipment has back-up power). but that i s  true with respect to incumbent LEC networks 
as well. I I  

Since Time Warner Cable first launched Digital Phone service, it has provided subscribers 
with appropriate advisories. First, each subscriber i s  furnished, at the time o f  installation, with a 
printed copy o f  the Time Warner Cable Subscriber Agreement, which includes clauses in which 
1 3 1  1 issues are specifically addressed.” Second, it is Time Warner Cable’s policy that, at the time 

The only exception i s  that eMTAs may work in the limited circumstance where a customer 9 

would iiiove them to the premises o f  another ‘Time Warner Cable customer served o f f  the same node. 
Such moves, however, would violate the Subscriber agreement. 

I o  This i s  also the case with cordless telephones used by many subscribers to traditional 
telephone service. 

equipment may stop functioning due to hardware or software failure, even while power i s  alive. But, 
again, that i s  true o f  incumbent LEC equipment as well. 

l 2  See Time Warner Cable Digital Phone Subscription Agreement, 5 2(d) (“Subscriber 
cxpressly acknowledges that the Digital Phone Service does not have its own power source and w i l l  
iiot be available without an independent power supply and that, under certain circumstances, 
including if the electrical power and/or Operator‘s cable network or facilities are not operating, the 
Digital Phone Service, including the ability to access emergency 91 1 services, w i l l  not be 
available.”): id. $ 2(i) (“Transfer o f  a l l  or a portion o f  the account, the Digital Phone Service or the 
Operator’s Equipment by Subscriber to any other person or entity, or to a new residence or other 
location. i s  prohibited, Subscriber expressly acknowledges that the address associated with an 
cmergency 91 1 call is the authorized address where the Digital Phone Service was originally 
provided and that movement of the voice-enabled cable modem from the original service location 
will result in the identification ofemergency 91 1 calls from the original service location. Access to 

Network equipment can also fail for other reasons. For example, fiber-related electronic I I  



of installation, service technicians must require subscribers to sign a work order that includes, 
prominently and in plain language directly above the signature line, a notice that Digital Phone 
service, includin the ability to access E91 1 service, will not be available in the event of a power or 
network failure. By signing the work order, the Digital Phone subscriber also acknowledges 
having received the Subscriber Agree~nent.’~ Third, whether they sign up via telephone, over the 
Internet, or in person, all new Digital Phone subscribers are informed that Digital Phone service may 
inot be available in case o f a  power outage. Finally. Time Warner Cable’s websites and other 
innarketing materials contain E91 1 -related advisories.” 

15 , . 

Based on these policies and practices. Time Warner Cable believes that it has already 
notitled, and obtained the affirmative acknowledgement of, each of its existing Digital Phone 
subscribers as to the terms and conditions regarding Time Warner Cable’s provision of E91 1 
service.’” Nevertheless, out of an abundance of caution -and in light ofthe Commission’s Order 
and the important public policy interests involved in ensuring that voice customers understand the 
nature of the E91 1 that they receive - Time Warner Cable has undertaken the following additional 
steps to remind subscribers of these matters: 

* By August 20, 2005, Time Warner Cable will have completed a mailing campaign in 
which it is sending all of its Digital Phone subscribers, on a rolling basis, a letter 
providing fresh advisories concerning E91 I service and requesting them affirmatively 
to acknowledge their receipt and understanding of the advisory. 

This mailing also includes E91 I-related warning stickers, which had not been 
required at the time that Time Warner Cable signed up most of its current Digital 
Phone subscribers. 

* 

emergency 91 1 services wil l  therefore be limited ifthe voice-enabled cable inodein is moved from 
the original service location.”). 

I ’  Specifically, the work order states as follows: “[Mly signature on this work order indicates 
that 1 havc received and agreed to Section 2(d) of the Digital Phone Subscription Agreement, which 
has informed me that the Digital Phone Service does not include an independent power source and 
that, if the electrical power and/or Time Warner Cable’s network are not operating, the Digital 
Phone Service, including the ability to access emergency 91 1 services, will not be available.” 

divisions in accordance with Time Warner Cable’s records managenlent and maintenance policies. 

Inttp://www.tiinewarnercable.com/CustoinerService/FAQ/TWCFaqs.ashx?faqID=l163&MarketID=O 
&CatlD=637 (“Please note that Digital Phone service does not include back-up power. As in the 
case with a cordless phone, should there be a power outage, Digital Phone service, including the 
ability to access 91 1 services, will not be available until the power is restored.”). 

liirther action. such as disconnecting service, with respect to any of its Digital Phone subscribers. 

Copies of these work orders are maintained by local Time Warner Cable operating 

See, e .g ,  Time Warner Cable Inc., Digitid Phone FA@, uf li 

“’ I n  light of these consents, Time Warner Cable does not believe that there is cause to take 
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* Time Warner Cable has sent to all subscribers for whom it has a valid e-mail address 
on tile an electronic version of the E91 I notifications, which directs subscribers to a 
toll-free telephone number or website to submit their acknowledgement. 

Time Warner Cable has begun a telephone calling campaign to advise each of its 
subscribers of the E9 I I service issues, to ensure that they have received warning 
stickers and E91 1 notices, and to request additional acknowledgements from 
subscribers." 

With respect to new subscribers, Time Warner Cable is continuing to adhere to the 
policies explained above and is iiiipleinenting a new policy of distributing warning 
stickers at the time of installation. 

* 

* 

Please contact me if I can be ofassistance with additional information. 

Respectfully submitted, 

Is1 

Julie Y. Patterson 

Copies by e-mail to: 

Byron McCoy, Telecommunications Consumers Division, Enforcement Bureau, 
byron.mccoy@,fcc.gov; 

Kathy Berthot, Deputy Chief; Spectrum Enforcement Division, Enforcement Bureau, 
kathy.berthot@fcc.gov; 

Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice.myles@fcc.gov; 

Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com. 

Copies of all of the foregoing subscriber acknowledgement records - including telephonic 17 

and e-mail acknowledgements ~ will be maintained by local Time Warner Cable operating 
divisions i n  accordance with Time Warner Cable's records managements and maintenance policies. 

mailto:fcc@bcpiweb.com
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August I O ,  2005 

Ry ECFS (h ttp://www.fcc.gov/cgb/ecfs/) 

Ms. Marlene H. Dortch 
Office ofthe Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington, D.C. 20554 

Re: WC Docket 0s-I 96 ~ SUBSCRIBER NOTIFICATION REPORT 

Dear Ms. Dortch: 

On behalfofTiine Warner Cable,’ I am writing in connection with the Enforcement Bureau’s 
Public Notice released in this docket on July 26, 2005.’ 

On June 3, 2005. the Commission released an Order requiring providers of  “Interconnected 
VolP Service” to advise all subscribers of certain E91 I-related inf~rmation.~ In particular, the 
Commission stated: “[Bly the effective date o f  this Order, we require that all providers of 
interconnected VolP service specifically advise every subscriber, both new and existing, 
prominently and in plain language, [ofl the circumstances under which E91 1 service inay not be 
available through the interconnected VolP service or may he in some way limited by comparison to 
traditional E91 1 service. VolP providers shall obtain and keep a record of affirmative 
acknowledgement by every subscriber, both new and existing, of  having received and understood 

’ I am the person responsible for the Company’s compliance efforts relating to E91 1. My 
titlc is Vice President & Chiefcounsel, Telephony. My address is: Time Warner Cable, 290 Harbor 
Drive, Stamford, Connecticut 06902. My phone number is 203-328-0671, and my e-mail address is 
.ju lic.pattersoii(~~wcable.coiii. 

’ Enjorcement Bureau Provides Guidunce to Interconnected Voice Over Internet Protocol 
S e i ~ i c e  Provider.s Concerning the .Ju(v 29. 2005 Subscriber Notifcation Deadline.y, Public Notice, 
WC Docket Nos. 04-36 & 05-196, DA 05-2085 (rel. July 26, 2005) (“Public Notice”). 

’ IP-Enabled Services: E91 I Requirements for  JP-Enabled Service Providers, First Report 
and Order and Notice of Proposed Rulemaking, WC Docket Nos. 04-36 & 05-196. FCC 05-1 16 (rel. 
.Julie 3. 2005) (“Order”). 



- 
C A B L E  

September I ,  2005 

By ECFS (http://www.fcc.gov/cgblecfs/) 

Ms. Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington. D.C. 20554 

Re: WC Docket 05-196 - SUBSCRIBER NOTIFICATION REPORT 
(SEPTEMBER 1, ZOOS) 

Dear Ms. Dortch: 

On behalf ofTime Warner Cablc. I am writing in connection with the Enforcement Bureau’s 
Public Notice released in this docket on August 26, 2005.’ This letter supplements the letter that we 
submitted in this docket on August 10, 2005.2 

In our August Letter, we explained that, based on Time Warner Cable’s policies and practices 
predating the Commission‘s June 3, 2005, order in this d ~ c k e t , ~  “Time Warner Cable believes that it 
has already notified, and obtained the affirmative acknowledgement of, each of its existing Digital 
Phone subscribers as to the terms and conditions regarding Time Warner Cable’s provision of E91 1 
~erv ice . ”~  As our Augusr Letter also explained, however, “out of an abundance of caution -and in 
light of the Commission‘s Order and the important public policy interests involved in ensuring that 

Enjb~enient  Bureuu Provides Further Guidance to Interconnected Voice Over Internet 1 

Protocol Service Providers Concerning Enforcement of Subscriber Acknowledgement Requirement, 
Public Notice, WC Docket Nos. 04-36 & 05-196. DA 05-2358 (rel. Aug. 26, 2005) (“August Public 
N0/ice“). 

(“Azrgirst Letter”). 

and Order and Notice of Proposed Rulemaking, 20 FCC Rcd 10245 (2005) (“June Order”). 

Cable does not believe that there is cause to take further action, such as disconnecting service, with 
respect to any of its Digital Phone subscribers.” Id. at 11.16. 

’ Letter from Julie Y. Patterson to Marlene H. Dortch, WC Docket 05-196, Aug. 10, 2005 

IP-Enubled Services: E Y I  I KL.quireii~cnt.s,fi,r IP-Enahled Service Providers. First Report 

August Letter at 4. We further explained that, “in light of these consents, Time Warner 4 

http://www.fcc.gov/cgblecfs


voice customers understand the nature of the E91 I that they receive - Time Warner Cable has 
undertaken [certain] additional steps to remind subscribers of these matters.”’ 

Among other things, our August Letter explained that, “by August 20,2005, Time Warner 
Cable will have completed a mailing campaign in which it is sending all of its Digital Phone 
subscribers, on a rolling basis, a letter providing fresh advisories concerning E91 1 service and 
requesting them affirmatively to acknowledge their receipt and understanding of the advisory. . . . 
This mailing also includes E91 I-related warning stickers . . . ,’” The mailing campaign was 
completed as planned. Thus, all Digital Phone subscribers have been sent warning stickers and fresh 
advisories. 

Time Warner Cable’s Augusl Letter also explained that “Time Warner Cable has begun a 
telephone calling campaign to advise each of its subscribers of the E91 1 service issues, to ensure that 
they have received warning stickers and E9 I I notices, and to request additional acknowledgements 
Iran  subscriber^."^ That telephone campaign is ongoing. 

Please contact me if 1 call be of assistance with additional information, 

Respectfully submitted, 

Is1 

Julie Y.  Patterson 

Copies by e-mail to: 

Byron McCoy, Telecoiiimunicatioiis Consumers Division, Enforcement Bureau, 
byron.niiccoy~fcc.gov; 

Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement Bureau, 
kathy.berthot@fcc.gov; 

Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice.myles@fcc.gov; 

Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com 

i Id. at 4. 

Id. 

’ Id. 

2 -  
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September 22, 2005 

By ECFS (http://www.fcc.gov/cgb/ecfs/) 

Ms. Marlene H. Dortch 
Office ofthe Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington, D.C. 20554 

Re: WC Docket 05-1 96 - SUBSCRIBER NOTIFICATION REPORT 
(SEPTEMBER zz, zoos) 

Dear Ms. Dortch: 

On behalf o f  Time Warner Cable, I am writing in connection with the Enforcement Bureau’s 
Public Notice released in this docket on August 26,2005.’ This letter su plements the letters that 
we submitted in this docket on August I O ,  2005, and September I ,  2005. P 

111 our August I O  Lelter, we explained that, based on Time Warner Cable’s policies and 
practices predating the Coinmission‘s June 3, 2005, order in this d ~ c k e t , ~  “Time Warner Cable 
believes that it has already notified, and obtained the affirmative acknowledgement of, each of its 
existing Digital Phone subscribers as to the terms and conditions regarding Time Warner Cable’s 
provision of E91 I service.’’4 As our .4ugx\t 10 Letter also explained, however, “out of an abundance 
of  caution - and in light o f  the Commission‘s Order and the important public policy interests 
involved in ensuring that voice customers understand the nature of the E91 1 that they receive - 

I Enforcement Bureau Provides Further Guidance to Interconnected Voice Over Internet 
Protocol Service Providers Concerning Enjorcement of Subscriber Acknowledgement Requirement, 
Public Notice. WC Docket Nos. 04-36 & 05-196, DA 05-2358 (rel. Aug. 26,2005). 

(“Augzis, 10 Letter’’): Letter from Julie Y. Patterson to Marlene H. Dortch, WC Docket 05-196, Sept. 
I .  2005 (“Sepwd~er  1 Lr/ter”). 

and Order and Notice o f  Proposed Rulemaking, 20 FCC Rcd 10245 (2005). 

August IO Letter at 4. We further explained that, ‘‘in light of these consents, Time Warner 
Cable does not believe that there is cause to take further action, such as disconnecting service, with 
respect to any of its Digital Phone subscribers.” Id. at 11.16. 

’ Letter from Julie Y.  Patterson to Marlene H. Dortch, WC Docket 05-196, Aug. IO,  2005 

.’ IP-Enobled Services: E91 1 RequirementsfOr IP-Enabled Service Providers, First Report 

http://www.fcc.gov/cgb/ecfs


‘lime Warner Cable has undertaken [certain1 additional steps to remind subscribers of these 
inatters.‘” 

Among other things, our Augu.~l 10 Leller explained that, “by August 20,2005, Time Warner 
Cable will have completed a mailing campaign in which it is sending all of its Digital Phone 
subscribers, on a rolling basis, a letter providing fresh advisories concerning E91 1 service and 
requesting them affirmatively to acknowledge their receipt and understanding ofthe advisory. . . . 
This inailing also includes E91 I-related warning stickers . . . .’’6 As we reported in our September 1 
Lruer, the mailing campaign was completed as planned. Thus, all Digital Phone subscribers have 
been sent warning stickers and fresh advisories. 

Time Warner Cable’sAugus/ 10 L e m r  also explained that “Time Warner Cable has begun a 
telephone calling campaign to advise each of its subscribers ofthe E91 I service issues, to ensure that 
they have received warning stickers and E91 1 notices, and to request additional acknowledgements 
from subscribers.”’ That telephone campaign remains ongoing. 

Please contact me if 1 can he of assistance with additional information. 

Respectfully submitted, 

Is1 

Julie Y. Patterson 

Copies by e-mail to: 

Byron McCoy, Telecommunications Consumers Division, Enforcement Bureau, 
byron.mccoy@fcc.gov; 

Kathy Berthot, Deputy Chief, Spectrum Enforcement Division. Enforcement Bureau, 
kathy.berthot@fcc.gov; 

Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice.myles@jfcc.gov: 

Best Copy and Printing, Inc. (BCPI). fcc@bcpiweb.com. 
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November 28. 2005 

By ECFS (http://www.fcc.gov/cgh/ecfs/) 

Ms, Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12th Street, SW 
Washington, D.C. 20554 

Re: WC Docket 04-36; WC Docket OS-I96 - COMPLIANCE LETTER 

Dear Ms. Dortch: 

Time Warner Cable hereby submits this Compliance Letter in the above-referenced 
dockets. 

On June 3, 2005, the Commission released an Order requiring providers of 
“interconnected VoIP service” to ‘‘supply enhanced 91 1 (E91 1) capabilities to their customers.”’ 
The Order also required interconnected VoIP providers to submit, by November 28, 2005, “a 
letter . . . detailing their compliance with our rules.”’ 

On November 7, 2005, the Enforcement Bureau released a Public Notice that “sets forth 
the specific information that interconnected [VoIP] service providers must include in the 
Compliance Letters required by [the Order].”3 The Bureau stated that a provider’s compliance 
letter must address: (1) the 91 1 solution that the provider has employed (including information 
concerning routing information and connectivity to the wireline E91 1 network, transmission of a 
caller’s number and location information, and the extent of 911 coverage); (2) the provider’s 
method of obtaining initial and updated subscriber location information; and (3) any technical 

’ IP-Enabled ServiceJ, E911 Requirements jor  IP-Enabled Service Providers, First Report 

’ Id .  1 50. 
’ Enforcement Bureau Outlines Requirements of November 28, 2005 Interconnected Voice 

and Order and Notice of Proposed Rulemaking, 20 FCC Rcd 10245, 1 1 (2005) (“Order”). 

Over Internet Protocol 911 Compliance Letters, Public Notice, WC Docket Nos. 04-36 & 05- 
196, DA OS-2945, at 1 (rel. Nov. 7, 2005) (“November Public Notice”). 

http://www.fcc.gov/cgh/ecfs


solution that the provider is implementing “to ensure that subscribers have access to 911 service 
whenever they use their service nomadically. 1.4 

1. 

Using its own upgraded hybrid fiber-coaxial cable-television facilities, Time Warner 
Cable provides an IP-based voice service under the brand name “Digital Phone.” Since its 
initial trial deployment in late 2002, Time Warner Cable has ensured that Digital Phone service 
has included Enhanced 911 functionality. Time Warner Cable’s E911 service is provided by 
transmitting automatic number information (“ANI”) and automatic location information (“ALI”) 
directly to public safety answering point (“PSAP”) emergency dispatchers over the existing 
wireline 91 1 network. Specifically, along with each Digital Phone 91 1 call, ANI and ALI 
information is transmitted to the appropriate Selective Router and delivered to the appropriate 
PSAP over dedicated 91 1 trunk lines between the Selective Router and the PSAP. Routing to 
the appropriate PSAP is accomplished by the Selective Router, which determines, based on the 
caller’s service address, the correct PSAP that serves the caller’s geographic location. 

Time Warner  Cable’s Enhanced 911 Solution. 

In some geographic areas, Time Warner Cable interconnects directly to the existing 
wireline 91 1 network in the area, so that 91 1 calls are transmitted directly from Time Warner 
Cable’s own or leased facilities to the local Selective Router, and then routed, along with ANI 
and ALI, to the geographically appropriate PSAP. In other areas, Time Warner Cable 
interconnects to the wireline 91 1 network indirectly, through service agreements with carriers 
such as Sprint and MCI. Where Time Warner Cable relies on indirect connections, the 
intermediary carriers have access to, and interconnect with, the local Selective Routers. This 
ensures that all 91 1 calls originated by Time Warner Cable subscribers in those areas are sent, 
along with ANI and ALI, to the correct PSAP. As of November 28, 2005, Time Warner Cable 
has interconnected, directly or indirectly, with approximately 100 Selective Routers. 

Time Warner Cable does not begin providing Digital Phone service to subscribers in a 
given area unless and until the PSAPs in that area are capable of receiving and processing the 
91 1 caller’s ANI and ALI information. Accordingly, one hundred percent of the PSAPs within 
Time Warner Cable’s current Digital Phone service area are capable of receiving and processing 
the ANI and ALI information that Time Warner Cable submits. In addition, Time Warner Cable 
does not begin providing Digital Phone service to subscribers in a given area unless and until the 
E91 1 service, including the transmission and processing of ANI and ALI, is tested and certified 
in coordination with the local PSAP. Thus, all Time Warner Cable Digital Phone subscribers 
receive enhanced 911 service that is compliant with the rules established in the Order, and Time 
Warner Cable is in compliance with the requirements of the Order in all parts of the country in 
which it offers Digital Phone service. 

- 2 -  



2. 

As described herein, Time Warner Cable has obtained the “Registered Location” of one 

Obtaining and Updating Registered Location Information. 

hundred percent of its Digital Phone subscribers. 

When new subscribers order Digital Phone service, they must provide and confirm the 
physical location of their service address during the order process. This is done whether a 
Digital Phone sale is made over the telephone, over a secure Time Warner Cable wehsite, or in 
person. In the vast majority of cases, during the sales process, an installation appointment for 
each customer is arranged. On the pre-arranged date, Time Warner Cable dispatches a 
professional technician to the subscriber’s home to install an embedded multimedia terminal 
adapter (or “eMTA”), which is a voice-enabled cable modem that contains an RJ-11 outlet, and 
to perform any necessary inside wiring work at the subscriber’s premises. As part of this 
installation service call, the Time Warner Cable technician verifies that the address information 
that the subscriber provided to Time Warner Cable during the initial sale is correct. In addition, 
after the initial sale and before the service installation at the subscriber’s premises, Time Warner 
Cable begins the process of provisioning Digital Phone E91 1 service to that subscriber by 
submitting the subscriber’s address information to the appropriate ALI database, which may be 
maintained by the incumbent local exchange carrier in that area, a 91 1 governmental entity, or a 
third party 91 1 contractor. The physical address information contained in the ALI database for 
each Digital Phone subscriber is the “Registered Location” for that subscriber within the 
meaning of the Order.5 Therefore, Time Warner Cable obtains a Registered Location for each 
of its subscribers as of both the initial sale of service and the initial date of service. In addition, 
as described above, Time Warner Cable submits that Registered Location to the ALI database 
prior to physically installing service at the subscriber’s premise. 

On the rare occasions that a subscriber does not port his or her telephone number and 
does not require that inside wiring work be performed at the premises, the subscriber may opt to 
use a Digital Phone self-installation kit rather than arrange for an in-home installation performed 
by a Time Warner Cable technician. In those cases, an eMTA associated with a new telephone 
number is provided to the subscriber, and the subscriber provides and confirms to Time Warner 
Cable the physical location where service will be maintained. When the sale of Digital Phone is 
made and the eMTA and self-installation kit is provided to the subscriber, Time Warner Cable 
immediately provisions the Digital Phone E91 1 service by submitting the subscriber’s ANI and 
ALI information to the ALI database. 

If a Digital Phone subscriber moves to a new residence and wishes to retain his or her 
Digital Phone service, the subscriber must terminate service at the initial location and order 
service at the new location. When the subscriber calls to notify Time Warner Cable of the 
move, Time Warner Cable schedules a new installation appointment and dispatches a technician 
to provision Digital Phone service at the new location. As with an initial installation, the 

’ Ser Order 1 46 



technician will provide, if necessary, and set up the eMTA and perform any necessary inside 
wiring work to ensure that Digital Phone operates throughout the home. Apart from service 
activation, this service call also allows Time Warner Cable to verify the subscriber’s new 
address. Just as with a new subscriber, Time Warner Cable submits the subscriber’s ANI and 
ALI information with the ALI database after being notified of the move and before installing 
service in the new location. This new ALI entry then becomes the subscriber’s new Registered 
Location. 

3. 

As explained in a prior Subscriber Notification Report in this docket,6 Time Warner 

Technical Solutions for Nomadic Subscribers. 

Cable Digital Phone is not a nomadic service. Digital Phone service was designed not to be used 
over the public Internet, but rather to operate only when provided over Time Warner Cable’s 
hybrid fiber-coaxial cable television plant and used in conjunction with Time Warner Cable’s 
switching and routing Elcilities. Accordingly, the eMTA devices used in connection with Digital 
Phone were not designed to he moved.’ Thus, the technical solutions that have been designed 
“to ensure that subscribers have access to 91 1 service whenever they use their service 
nomadically”* - such as the automatic detection mechanisms that other VoIP providers intend to 
add to their Internet-based VoIP services’ - are not applicable to the fixed, facilities-based 
Digital Phone service provided over Time Warner Cable’s cable network. 

The fixed nature of the Digital Phone service also means that “updating information 
regarding the user’s physical location”” occurs only in the context of a permanent address 

‘ See Letter from Julie Y. Patterson, Vice President and Chief Counsel, Telephony, Time 
Warner Cable Inc., to Marlene H. Dortch, Secretary, FCC, WC Docket OS-196 (filed Aug. 10, 
2005) (“August 10 Letter”). 

’ In virtually all cases, Time Warner Cable’s eMTAs simply will not function if moved. 
As noted in our August 10 Letter, an eMTA might work in the event that a customer moved the 
device to the premises of another Time Warner Cable customer who happens to be served off the 
same node. August 10 Letter at 4 n.9. In addition to the technical limitations, Time Warner 
Cable’s Digital Phone Subscriber Agreement and Terms of Service prohibit customers from 
moving the eMTA. See, e.g., Time Warner Cable Digital Phone Subscription Agreement, 5 2(i) 
(“Transfer of . . . the Operator’s Equipment by Subscriber to any other person or entity, or to a 
new residence or other location, is prohibited.”). 

November Public Notice at 4 

See, e.g., Letter from Robert W. Quinn, J r . ,  Vice President, Federal Government 4 

Affairs, AT&T, to Marlene H. Dortch, Secretary, FCC, WC Docket Nos. 04-36, OS-196 (filed 
Oct. 7, 2005). 

VoIP services that can he utilized from more than one physical location.” Id. 
Order 7 46. By its terms, the requirement applies only to “providers of interconnected 10 
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change ~ not in the context of nomadic use of the service. As described above, changes to the 
physical location of a subscriber's Digital Phone equipment require a call to Time Warner 
Cable's customer service representatives before the service can he used at the new residence at 
all, and service is actually terminated at the previous location and re-initiated at the new 
location. ' During that process, Time Warner Cable automatically updates the subscriber's 
Registered Location by provisioning E91 1 service at the new location as part of the service 
activation at that new location. 

Please contact me if I can be of assistance with additional information 

Respectfully submitted, 

I s /  

Julie Y. Patterson 

Copies by e-mail to: 

Kathy Berthot, Deputy Chief, Spectrum Enforcement Division, Enforcement Bureau, 
kathy.berthot@fcc.gov; 

. Janice Myles, Competition Policy Division, Wireline Competition Bureau, 
janice. myles@fcc .gov; 

Best Copy and Printing, Inc. (BCPI), fcc@bcpiweb.com 

' I  Ordinarily, a Digital Phone subscriber could place this customer service call using his 
or her Digital Phone equipment. If the subscriber waits until after his or her move to contact 
Time Warner Cable, however, the subscriber will be unable to use Digital Phone equipment at 
the new location for any purpose - including updating location information - until a technician 
has activated Digital Phone service. 
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EXHIBIT IV(C)(S) 



August IO,  2005 

Via Electronic Filing 

Marlene Dortch 
Federal Communications 
Enforcement Bureau 
445 12th Street SW 
Washington, DC 20554 

Re: AOL Enhanced Services, LLC Subscriber Notification Report in WC Docket No. 
05-196 

Dear Ms. Doi-tch: 

On behalf of AOL Enhanced Services, LLC ("AOL"), 1 hereby enclose AOL's report providing 
the information requested by the Enforcement Bureau concerning the Commission's Ju ly  29, 2005 
subscriber notification deadlines for interconnected Voice over Internet Protocol providers. See Public 
Notice: Enforcement Bureau Provides Guidance to Interconnected Voice Over Internet Protocol Service 
Provider.r Concerning the .July 29, 2005 Subscriher Notification Deadlines, DA 05-2085 (rel. July 26, 
2005). Please feel free to contact me if you have any questions regarding this filing. 

Sincerely, 

Is1 
Tekedra McGee Jefferson 
Assistant General Counsel 
America Online, Inc. 
22000 AOL Way 
Dulles, VA 20166 

TekedraM@aol .coin 
(703) 265-6527 



AOL Enhanced Services, LLC 
Subscriber Notification Report 

WC Docket No. 05-196 

August IO,  2005 



AOL Enhanced Services, LLC (“AOL”), a wholly-owned subsidiary of America Online, Inc., 
provides the information requested by the Enforcement Bureau in its July 26,2005 public notice’ on the 
Cominission‘s subscriber notification requirements for interconnected Voice over Internet Protocol 
C‘VolP‘’) providers.2 As requested in the July 26, 2005 public notice, AOL describes: its efforts to 
notify its AOL Internet Phone Service subscribers ofthe limitations of its VoIP emergency E91 1 service 
and obtain customer acknowledgement of these limitations; its efforts to provide its customers with 
warning stickers regarding these limitations; the actions its plans to take with regard to customers who 
fail to provide the required acknowledgement by August 30, 2005; and the measures it has taken to 
maintain acknowledgements received from subscribers. 

‘To date, as a result of its concerted efforts described below, AOL has obtained 
acknowledgements from 98% percent ofthe subscriber base.’ AOL is continuing its efforts to obtain 
acknowledgements from its few remaining subscribers. For questions regarding AOL’s E91 1 
compliance activities described below, please contact: 

Tekedra McGee Jefferson 
Assistant General Counsel 
America Online, Inc. 
22000 AOL Way 
Dulles. VA 20166 
(703) 265-6527 
TekedraM@aol.com 

AOL Internet Phone Service, to be branded as TotalTalkTM, uses existing high-speed Internet 
connections to offer consumers unlimited local and long distance voice services. AOL’s April 2005 
launch ofthe service included 40 metropolitan areas across the United States, and AOL anticipates that, 
by the end ofthis year, more than 70 percent of U.S. households will be able to subscribe to this exciting 
new offer i~ig.~ While AOL’s Internet Phone Service has nomadic capabilities and thus presents 
challenges for implementing E91 I ,  AOL is strongly committed to ensuring that its subscribers have 
access to vital emergency services. 

See Puhlic Notice: Enjvcement Burecrii Provides Guidance to Interconnected Voice Over 1 

Interriel Pi-olocol Sen>ice Providees Concerning the July 29, 200.5 Subscriber Norificalion Deadlines, 
DA 05-2085 (rel. July 26, 2005) (“Extension Notice”). 

’ See IP-Enuhled Services and EYI I Keyuirements,fbr IP-Enabled Service Providers, First 
Report and Order and Notice of  Proposed Rulemaking, FCC 05-1 16 (rel. Jun 3,2005). 

AOL has also obtained acknowledgements from 82% percent of its beta test users. I 

‘ AOL‘s Internet Phone Service offers any-distance calling packages (AOL also offers metered 
in-state and long distance calling plans); call waiting. caller ID, and related features; toll-free calling; 
international calling: directory assistance; operator services; and telecommunications relay services. 
Subscribers also can port existing telephone numbers and retain directory listings. 

mailto:TekedraM@aol.com


1. Notification Activities 

A. Existing Subscribers 

AOL has undertaken a substantial effort to inform its existing AOL Internet Phone Service 
customers regarding the limitations of its VolP emergency E91 I service compared to traditional circuit- 
switched E91 1 service, and to obtain customers’ acknowledgement that they understand these 
limitations. In particular, AOL has used and still uses pop-ups in the AOL client software, emails, direct 
mail, voice mail messages, and phone calls in order to inform existing customers of such limitations and 
obtain their acknowledgement that they understand these limitations. Each method employed by AOL is 
described in more detail below. 

1. Pop-Up 

AOL Internet Phone Service customers receive a pop-up message when they open the AOL 
client software. The pop-up advises the subscriber of the limitations of the AOL Internet Phone Service 
emergency service (E91 1 )  vis-a-vis traditional 91 I service. At the end of this notification, the customer 
must select one of two buttons -- “1 Agree’’ or ”I Do Not Understand” -- in order to continue use of the 
AOL client software. If the customer clicks the “I Agree” button, heishe will not see the pop-up again 
when heishe opens the AOL client. If the customer clicks the “I Do Not Understand” button, heishe is 
directed to customer service for further assistance. When this customer opens the AOL client again, 
he/she will receive the pop-up again. AOL has employed the pop-up notification and acknowledgement 
process since July 12, 2005. 

I n  addition to the automatic pop-up that customers face when they open the AOL client software, 
AOL lias set up its AOL Keyword to facilitate notification and acknowledgement of the E91 1 
limitations by its AOL Internet Phone Service customers. Wlieii a customer enters AOL Keyword 
“E91 1 ,” the customer will be linked directly to the p o p - ~ p . ~  If the customer has already clicked the “I 
Agree” button, the pop-up will notify hiniiher that heishe has already agreed to the notification. If the 
customer has not yet clicked the “I Agree” button. heishe must click either the “I Agree” or “I Do Not 
Understand” button in order to continue. The AOL Keyword link to the E91 1 notification pop-up has 
been running since July 12, 2005. 

2. Einail Notification 

AOL sent einail communications to its AOL Internet Phone Service customers containing the 
same notification regarding the E91 1 limitations as the pop-tip described above, and alerting customers 
that their service may be terminated ifthey fail to submit an acknowledgement ofthe E91 1 limitations in 
a timely manner. The einail directed the customers to AOI. Keyword “E91 I ”  in order for them to 
receivc the notification described above and acknowledge doing so. The first einail message was sent 

An AOL member who is not an interconnected VolP subscriber will receive the regular search i 

r e d \  for the term “E91 I .” 



on July 14, 2005. A follow-up einail message was sent on July 21, 2005. On August 8, 2005, AOL sent 
an additional email message to the few remaining customers who had not yet responded. 

For non-paying beta users, AOL sent a similar email communication warning the customer that 
their service will be disconnected on or before August 25, 2005. The email was sent on July 28, 2005 to 
all beta users who had not yet responded. The email stated that, ifthese users failed to provide their 
acknowledgement by midnight on July 3 I ,  2005, their service would be disconnected between August 1 
and August 25. 2005.6 

3 .  Direct Mail 

AOL sent a direct mail communication to all AOL Internet Phone Service customers, These 
letters were mailed between July 19 and July 26. The direct inailing included the same disclosure 
regarding the limitations of VoIP E91 1 as the pop up disclosure, and directed the customers to AOL 
Keyword “E91 I ”  in order for them to receive the notification described above and acknowledge doing 
so. In addition, these letters included an acknowledgement form that the customer was asked to fax to 
AOL. These letters also included a sheet of six (6) E91 1 warning stickers for customers to place on their 
AOL Internet Phone Service equipment. 

4. Voice-Mail 

AOL sent two voicemail inessages to existing customers directing them to AOL Keyword 
“E91 1’. in order for them to receive the notification described above and acknowledge doing so. The 
first voice-mail inessage was sent on July 19,2005 and the second voice-mail message was sent on July 
25. 2005. 

5. Phone Calls 

Beginning on July 27, 2005, AOL began placing outbound calls to its paying AOL Internet 
Phone Service customers from whom it had not yet received a completed acknowledgement. Customers 
were warned that their service would be disconnected if AOL does not receive an acknowledgement by 
August 25, 2005. 

6. Additional Acknowledgement Methods 

In addition to regular service accounts and beta sc ice accounts, AOL has certain 6 

interconnected VoIP press accounts. These accounts were set up when the product was first launched to 
allow members of the media to evaluate AOL’s service. If press account users wish to continue to use 
their AOL Internet Phone service, AOL is requiring that these users register through the regular 
registration process. All of the press account users that have not re-registered as a regular account will 
be disconnected by August 30. 2005. 


